
8. Network Usage and Growth

To monitor use of the public switched telephone network, the National Exchange Carrier
Association (NECA) provides quarterly reports to the Commission on the volume of interstate
access minutes ofuse (MOU) passing through the local switches. To supplement this information.
local telephone companies that settle on a cost basis also provide, on an annual basis. their dial
equipment minutes (OEM) and factors. The Joint Board recognizes that much of this information
is not otherwise collected by any single entity and that reports can be received and consolidated by
NECA. The 1997 OEM data and revisions of earlier data were contained in the June 1999
Monitoring Report. I The minutes repotU:d here are those minutes that pass through the incumbent
local exchange carriers' switches.

This report presents information different from prior monitoring reports. Local switching
minutes are now reported instead of CCL minutes for non-NECA common line tarif1'partieipants.
Also, only total minutes are being reported and we no longer receive monthly data, NECA now
reports total local switching minutes quarterly instead of the monthly carrier common line (CCL)
access minutes, which were previously reported and shown in prior monitoring reports. There are
three reasons for this.

First, access reform changes that were implemented on January I, 1998, have already
caused the CCL rates for some price-cap incumbent local exchange carriers (lLECs) to go to zero.
and will eventually cause the CCL rates for all price-cap ILECs to go to zero. Since ILECs derive
their reported CCL rates by dividing the CCL revenue by the CCL rate, this presents a reporting
problem where a price-cap ILEC's CCL rates are zero.

Second, the amount of non-premium minutes in the quarterly reports has declined to a level
where it is no longer significant. Non-premium minutes for 1984, which was the first period for
which data are available, represented 13% of the total access minutes. For 1998, non-premium
minutes represented only 0.07% ofthe total minutes.

Third, quarterly data. rather than monthly data, are sufficient and less burdensome for the
carriers to maintain.

Table 8.1 presents NECA's latest available information on local access switching minutes
for interstate traffic that pass through the ILEC's switches. Quarterly data are shown individually
for each of the tier 1 carriers' study areas~. along with totals for the non-tier 1 carriers. and totals for
the industry.

2

Preliminary summaries of the 1998 DEMs are expected to be filed by NECA in February.
2000. and the final 1998 OEMs are expected in March. 2000.

A study area is usually an operating company's operations in one state. The Irst two digits
of the NECA study area code identify the state. and the remaining four digits identify the
study area. The numerical code for each state is shown in Table 8.2.
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The following descriptions of minutes of use measures are based on information provided
byNECA:

Access MOU are "earned MOU" which are derived by dividiJll(he eamed revenues by the
corresponding rate. This definition of access minutes is in agreemeDt witbtbe taritr,review plan
and ARMIS reports. Access minutes ofuse generating revenues bavebeen discounted. which can
produce distortions in revenue &mOunts. Further, revenues are nomlaiized to includi changes in
terminatingloriginatingmd percent interstate use factors. billing adjustments. and the imputations
of access charges (where applicable). Revenues are also calendarized, which will change derived
minutes.

Access MOO include the only the domestic portion ofinternatiODalcalls. Similarly.. WATS
and 800/888/877 calls are counted only on one end of the cal!.3 Finally, minutes include time for
incompletecalls and setup time.

3 WATS calls generate .access minutes only at >the terl*inaung,'end0fthe call and
80013./877callsgenerate accessminutes only at theorigiaadJllend-efthe:eat1; both types
ofminutes are counted in the terminating minutes;
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TABLE 8.1

TOTAL INTERSTATE ACCESS MINUTES

Study 01101/111I To CW01/1", To 07101/1919 To
Stete AmiD .....Am • Abbravlation Tier 031311111I 0113OI1191 0913011191

Alabema 250281 CONTEL AL 08A GTE AL 1 56.833'- 108.480.8&6 82.133.354
Alab8rna 250293 GTE SOUTH INC.- AL 1 124.981.e7 134.490.318 137.412.500
Alab8ma 255181 SO CENTRAL BELL-Al 1 1.433.977.412 1.500.089.339 1.459.904.656
AriZona 452302 CONTEL CALIF - AZ 1 9.4111.379 9.043.719 8.670.646
Arizona 455101 U S WEST INC. - AZ 1 2.721.180.432 2.7".856.i20 2.673.904.635
Ark..,... 402080 GTE SOUTHWEST INCAR 1 64.287.788 66.132.458 88.095.621
A~ 405211 SOUTHWESTERN BELL-AR 1 177.008.538 818.387.170 821.327.893
California 542302 CONTEL OF CALIFORNIA 1 205.814.519 202.911.799 204.425.250
California 542319 GTC OF CALIFORNIA 1 2.256.746,443 2.437.195.787 2.386.230,322
Calitomia 542344 WEST COAST TEL OF CA 1 9.471.248 9.270.368 10.234.783
California 545170 PACIFIC BELL 1 10.070.408.284 9.944,071.295 10.253.487.862
Colorado 465102 U S WEST INC. - CO 1 2.714.081.110O 2.735.085.700 2.767.336.891
Connecticut 135200 SOUTHERN NEW ENGLAND 1 2.257.363.376 2.248.734.031 2.292.830.051
De'-re 565010 DIAMOND STATE TEL. 1 571.677.173 571.715.044 587.292.794
District of Columbia 575020 C & P TEL CO OF WASH 1 745.098.415 799.1124.419 777.149.784
Florida 210328 GTE FLORIDA INC. 1 1.971.288.482 2.094.314.491 1.889.826.819
Florida 210341 5PRINT-FLORI0A .INC. 1 1.763.895.458 1.719.408.464 1.612.897.882
Florida 215191 SOUTHERN BELL - FL 1 5,708.830.1178 5.756,270,722 5.387.599,690
Georgia 223037 ALLTEL GEORGIA COMM. 1 194.442,272 213,182,345 200.282.279
Georgia 225192 SOUTHERN BELL- GA 1 3,810.178.721 3,936,465.854 3,721.004.738
HaWllli 623100 GTE HAWAIIAN TEL. CO 1 573.182.018 527.060.848 516.281,038
Idaho 472416 GTE NORTHWEST INe-lD 1 142.613.114 140,248.573 146.337.267
Idaho 475103 U 5 WEST INC. - 10 1 464.185.094 474.744.925 483.956.281
Idaho 475162 US WEST INC. - 10 1 27.911.521 28,543,338 28.759.986
Illinois 341015 GTE NORTH INC. - IL 1 441.368,232 443,974,833 437,939.398
Illinois 341036 CONTEL IL DBA GTE IL 1 134,599.653 126.310,188 128.249.701
Illinois 343035 GTE SOUTH- IL 1 28.495,_ 24,743.211 27,057.835
Illinois 345070 ILUNOIS BELL TEL CO 1 5,251,072,103 5,302,480,982 5,322.446,495
Indiana 320772 GTE NORTH INC. - IN 1 804.121.388 805.523.078 609,454.270
Indiana 320779 CONTEL·IN DBA GTE IN 1 123.023.475 123.343,065 127.075,910
Indiana 320832 UTC OF INDIANA 1 157.461,635 160.029.943 160.107.909
Indiana 323034 CONTEL SOUTH- GTE IN 1 6.200,234 6.080,108 8.239,581
Indiana 325080 INDIANA BELL TEL CO 1 1,533,691,438 • 1,582.010.884 1,600.323.160
Iowa 351188 GTE NORTH INC. - IA 1 81.554.812 78.803,006 81.218,496
Iowa 351207 CONTEL IA DBA GTE IA 1 54.357.184 54.850.081 55.182.669
Iowa 351790 CONTEL KS DBA GTE IA 1 55,318.181 54,601.759 55,793.229
Iowa 355141 U 5 WEST INC. - IA 1 909.955.907 910.940.791 917,523.289
Kansas 415214 SOUTHWESTERN BELL-KS 1 1,149,273.857 1.187.097.134 1,180,508,658
Kentucky 260407 GTE SOUTH INC.• KY 1 328.026,467 355,293,992 353.318.515
Kentucky 260410 CONTEL KY DBA GTE KY 1 46.933,625 59.094,127 60,477,779
Kentucky 265061 CINCINNATI BELL - KY 1 123.798,528 122,763.209 122.361.833
Kentucky 265182 SO CENTRAL BELL -KY 1 938,341,485 967.362.057 973,973,870
Louisiana 275183 50 CENTRAL BELL· LA 1 1,674.800.188 1.733.422.709 1.713.511,616
Maine 105111 NEW ENGLAND TEL-ME 1 514.956.179 534.799.208 597.863,892
Maryl8nd 185030 C & PTEL CO OF MD 1 3.069.539.280 3,097,539.351 3.169.413.525
Massachuaetts 115112 NEW ENGLAND TEL-MA 1 3.857.336.018 3.714,024.676 3.757.849,900
Michigan 310695 GTE NORTH INC. - MI 1 373.915.309 .376.954,841 388.308,402
Michigan 313033 CONTEL-SOUTH DBA GTE 1 33.257,884 32.613.232 36.315.867
Michigan 315090 MICHIGAN BELL TEL CO 1 3,076,510.434 3.184,557.887 3.182.110,025
Minnesota 365142 US WEST INC. - MN 1 1,816.285.341 1,816,864,878 1,822,025.866
MisslHJPpi 285184 SO CENTRAL BELL -MS 1 1.071,778.090 1.119.062,971 1,132.829.914
Missouri 421188 GTE NORTH INC. - MO 1 91,946,733 93,451.389 92.685.502
Missouri 421789 KS ST DBA GTE E. MO 1 2.574.770 2,546.825 2,492.696
MiSSOUri 421846 CONT MO DBA GTE MO 1 41.856,825 41.181.634 41.614.823
Missouri 421922 CONTEL MO DBA GTE MO 1 186,606,837 196.514.751 204.404,664

Missouri 425213 SOUTHWESTERN BELLoMO , 1.970,450,062 2,033,669.001 2,044.404.035
Montana 485104 U S~ST INC. - MT 358.444.434 369.160.127 377.992,672
Nebraska 371186 GTE NORTH INC. - NE 40.189,243 39,741.023 39.673.465
NebraSka 371588 ALIANT COMM. CO 202.589,217 202,881.304 205.507.539
Nebraska 375143 U S WEST INC. - NE 503.795,957 504.356.407 498,842.550
Nevada 552302 CONTEL OF CALIF- NV 42.717.857 40.936.696 41,305.441
Nevada 552348 CENTELOFNV 960.343,415 981.930.826 975.672,576
Nevada 555173 NEVADA BELL 231,705.351 228.555.935 240,838.589
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T..:.E 8.1

TOTAL_AlEACCE..IllNUTES

8ludJ 0,1011,. TO; lMI011199t To 8710111. To..... AnlIID 8ludJ AnlI • AlllnYI8IIOn tier 0"'''. 06130I1. 09I301199t
New HampIhIre 125113 NEW ENGLAND TEL-NH 1 881.481."72 874.872.071 888.136.252
New~ 110138 UNTED TEL - NJ. INC 1 1......2.324 197.1110.5. 192.193,i11
New... 185110 NEW JERSEY BELL 1 5.131.178."0 5.785.253.&M 5.867.611.885
New...... "'2010 GTE SOUTHWEST INC·NM 1 40.•.035 41.631,2.' 41.587.181
New MItlliCIO "'2177 CON. WEST DBA GTE NM 1 33.340•• 33.335.022 34.954.348
NewMltxiCO ..15105 U S WEST INC. - NM 1 755.180.755 7i1.873.689 813.403.398
N_YOflt 150121 FRONnER-ROCHESlER 1 341.734.281 307.935:949 321.360.705
NewYark 154532 CmzENS TELECOM-NY 1 165.47...t61 165.643.710 179,965.972
NewYark 154633 cmzeNS RED HOOK 1 9.510.03' 9.519.753 10.342.873
NewY-ark 154534 cmzENS-WEST. CNTY 1 15.216;0i1 15.231.601 16.548.595
NewYark 155130 NEW YORK TEL CO 1 8.790.078.211 9.002.855.601 8.864,239.467
North QarolinII 230470 CAROLINA TEL & TEL 1 885.290.342 944.64'.211 953.i19,939
North CMIIlnIi 230479 GTE SOUTH INC - NC 1 197.631.634 220.030.438 217,058.994
North ClIlaIin8 230509 CONTEL NC DBA GTE He 1 88.863.880 100.279.659 112.392,012
North CJtoItnIi 235183 SOUTHERN BELL· NC 1 2.030.1"7.179 1.975.27'.191 2.096,449.713
North DIIlcota 3851.... US WEST INC.• NO 1 207.2"'.801 212.212;"33 214.314.634
Ohio 3OClI15 GTE NORTH INC - OH 1 54'.755:080 562.235.140 560.466.048
Ohio 3OClI61 UTC OF OHIO 1 374.004.1. 376,118.911 365.856.824
Ohio 305062 CINCINNAn BELL·OH 1 "90.585.364 503,990.225 501.876.825
Ohio 305150 OHIO BELL TEL. CO 1 2.571.062.604 2,638,857.759 2.639.762.794
OkIahoml 432080 GTE SOUTHWEST INC-OK 1 9V.445._ 98,507."83 98."28.876
OkIahOme ..35215 SOUTHWESTERN BELL..QK 1 1.189.805.554 1,258,738,956 1.245.106.688
Oregon 532411 GTE NORTHWEST INC-OR 1 "2".808."31 436,158,320 429.708.398
Oregon 535183 US WEST INC. - OR 1 1.193.483.885 1.211.298.577 1,236.391.312
Pennsylv8nia 17016. GTE NORTH INC - PA 1 349.704.173 354.289.793 356.880.350
Pennsylvania 170170 CONTEL PA DBA GTE PA 1 46.071.415 "6.347.949 49,084.749
PennsylvMia 170201 GTE NORTH INC.• PA 1 36.697.965 34.009.315 40.143.370
Pennsylvania 170201 UTC OF PENNSYLVANNIA 1 239.783.738 241.136.385 239.983.506
Pennsylvania 175000 BELL OF PENNSYLVANIA 1 .........002.744 4.488.711.755 4.455.959.200
PuertlllRico 633200 PRTC - CENTRAL 1 76.716.321 88.570.917' 90.487.517
PuertlllRico 633201 PUERTO RICO TEL CO 1 541.367.5Ii 582.180,7S5 61",037."69
Rhode IIIlInd 585114 NEW ENGLAND TEL - RI 1 611.383.922 624.059.609 628.855.643
South CarDIina 24047i GTE SOUTH INC.• SC 1 15i,878.9O' 183.711.295 205.385.623
South C8roIina 240526 CONTEL·SC DBA GTE SC 1 16.3i2.386 • 34,472.195 25.123.534
South C8roIina 245194 SOUTHERN BELL -SC 1 1.261.864,941 1,281.792.023 1,306,315.905
South DlIkotIi 3951..5 U S WEST INC. - SO 1 264.372,"54 288.883.120 289.968,151
TennetM8 290567 UNITED INTER-MT-TN 1 172.483.635 176.088.240 173.051.770
Tennessee 295185 SO CENTRAL BELL - TN 1 2.145.161.342 2.164.515.924 2.136.411.018
Texas 442080 GTE SOUTHWEST INC-TX 1 1.202.960,264 1,242,951,m 1,231.378.544
Texas 442154 CONTEL TX DBA GTE TX 1 109.363.361 120,255.210 130.076,864
Texas 445216 SOUTHWESTERN BELL-TX 1 6.195.858.278 6.469,121.808 6,422,592.544
Utah 505107 U S WEST INC· UT 1 991.092.33' 1.002.522.850 1,008.228.631
Vermont 145115 NEW ENGLAND TEL-VT 1 347,033.615 337,686.234 348,892.698
Virginia 190233 CQNTEL VA DBA GTE VA 1 524,807,818 531.812.2"7 542.977.749
Virginia 19047. GTE SOUTH INC - VA 1 28.912.658 30,342,739 30.550.737
Virginia 190567 UNITED INTER-MT-VA 1 74.764.035 76,251.787 76.251.987
Virginia 195040 C & P TEL CO OF VA 1 3.315.504.892 3,435,822.795 3,448.508,713
WlIshinglIOn 522..,. GTE NORTHWEST INC-WA 1 622,831.223 649,453,740 669."03,218
WashiAgton 52244. CONTEL NW DBA GTE-WA 1 59.716.580 59.649,388 62,776.141
washington 525161 USWESTINC -WA 1 2.143.044.868 2.144.167.910 2,125.335.379
west VltgirIia 205050 C & P TEL OF W\I 1 667,357.338 675.022.905 664.946,882
~ 330886 GTE NORTH INC· WI 1 285.314,027 290.35Q.113 316.800.457
\MSCOIIIin 335220 WISCONSIN BELL 1 1.379."'8,970 1,402.407,613 1,379,128.969
WyomIng 515108 US WEST INC - WY 1 269.350.435 281.463.145 296,972,858

NON·nER 1 9.165,049.420 9.400.472.301 9.580.722.334

TOUIl TIer 1 128'-.151._ 121.119.757.281 '128.611.317.218
TotIIlndustry 131.841,000.701 138.220.228•• ~'38,192.109.550
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TABLE 8.2
STATE CODE REFERENCE

SORTED BY STATE ALPHABETICALLY SORTED BY STATE CODE NUMERICALLY

STATE STATE

STATE CODE CODE STATE

ALABAMA 25 10 MAINE

ALASKA 61 11 MASSACHUSETIS

ARIZONA 45 12 NEW HAMPSHIRE

ARKANSAS 40 13 CONNECTICUT

CALIFORNIA 54 14 VERMONT

COLORADO 46 15 NEW YORK

CONNECTICUT 13 16 NEW JERSEY

DELAWARE 56 17 PENNSYLVANIA

DISTRICT OF COLUMBIA 57 18 MARYLAND

FLORIDA 21 19 VIRGINIA

GEORGIA 22 20 WEST VIRGINIA

GUAM 66 21 FLORIDA

HAWAII 62 22 GEORGIA

IDAHO 47 23 NORTH CAROLINA

ILLINOIS 34 24 SOUTH CAROLINA

INDIANA 32 25 ALABAMA
IOWA 35 26 KENTUCKY

KANSAS 41 27 LOUISIANA

KENTUCKY 26 28 MISSISSIPPI

LOUISIANA 27 29 TENNESSEE

MAINE 10 30 OHIO

MARYLAND 18 31 MICHIGAN

MASSACHUSETIS 11 32 INDIANA

MICHIGAN 31 33 WISCONSIN

MINNESOTA 36 34 ILLINOIS

MISSISSIPPI 28 35 IOWA

MISSOURI 42 36 MINNESOTA

MONTANA 48 37 NEBRASKA

NEBRASKA 37 38 NORTt'f DAKOTA

NEVADA 55 39 SOUTH DAKOTA

NEW HAMPSHIRE 12 40 ARKANSAS

NEW JERSEY 16 41 KANSAS

NEW MEXICO 49 42 MISSOURI

NEW YORK 15 43 OKLAHOMA

NORTH CAROLINA 23 44 TEXAS

NORTH DAKOTA 38 45 ARIZONA

NORTHERN MARIANA ISLANDS 65 46 COLORADO

OHIO 30 47 IDAHO

OKLAHOMA 43 48 MONTANA

OREGON 53 49 NEW MEXICO

PENNSYLVANIA 17 50 UTAH

PUERTO RICO 63 51 WYOMING

RHODE ISLAND 58 52 WASHINGTON

SOUTH CAROLINA 24 53 OREGON

SOUTH DAKOTA 39 54 CALIFORNIA

TENNESSEE 29 55 NEVADA

TEXAS 44 56 DELAWARE

UTAH 50 57 DISTRICT OF COLUMBIA

VERMONT 14 58 RHODE ISLAND

VIRGIN ISLANDS 64 61 ALASKA

VIRGINIA 19 62 HAWAII

WASHINGTON 52 63 PUERTO RICO
WEST VIRGINIA 20 64 VIRGIN ISLANDS

WISCONSIN 33 65 NORTHERN MARIANA ISLANDS

WYOMING 51 66 GUAM
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9. Quality ofService

This section summarizes various kinds of service quality data filed by local exchange
telephone companies in April 1999 covering the 1998 calendar year. It also includes data for 1996
and 1997 for comparison purposes. The Federal Communications Commission (FCC or
Commission) does not impose service quality standards, per se, on communications common
carriers. Rather, the Commission annually monitors carrier-submitted data and publishes them in
order to document customer-initiated trouble reports and company reactions. This section
publicizes information about company performance and. specifically. statistics about company
responsiveness to network failures and associated consumer complaints. We include. in the tables
following the text of this section, company comparison data about various service parameters
including installation, maintenance. switch downtime. and trunk blocking, along with associated
customer perception data.

As with previous service quality reports, this section indicates areas where there is room for
carrier improvement. Further, as expanding services and technology choices cause users to place
ever greater demands on the network, it will be critically important to maintain our monitoring
effort to help ensure high levels ofnetwork performance and reliability in the future.

Background

At the end of 1983, anticipating AT&T's imminent divestiture of its l~l operating
companies, the Commission directed the Common Carrier Bureau to establish,. monitoring
program that would provide a basis for detecting adverse trends in network service quality. During
1985, the Bureau modified the service quality reporting requirements to reduce unnecessary
paperwork and to ensure. that needed information would be provided in a more uniform format.
The data were received semiannually, typically in March and August, and formed the basis for FCC
summary reports published in June 1990 and July 1991.

With the implementation of price-cap regulation for certain local exchange carriers, the
Commission made several major changes to the service quality monitoring program beginning with
reports filed in 1991. First, the Commission expanded the class of companies filing reports to
include non-Bell carriers subject to price-cap regulation. 1 Second, the Commission included
service quality reports as part of the Automated Reporting Management Information System

See Policy and Rules Concerning Rates for Dominant Carriers, Second Report and
Order,S FCC Red 6786,6827-31 (1990) (LEe Price Cap Order) (establishing the current
service quality monitoring program and incorporating the service quality reports into the
ARMIS program). Erratum, 5 FCC Rcd 7664 (Com. Car. Bur. 1990), modified on recon..
6 FCC Red 2637 (1991); affd sub nom., Nat'l Rural Telecom Ass'n v. FCC, 988 F.2d 174

(D.C.Cir. 1993).
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(ARMIS).2 Third, the Commission ordered significant changes to the kinc:lsof dirtarepdrted.J

Following these developments, the Commission released service quality swnmary reports in
February 199'3, March 1994, March 1996, aDd·september 1998. Pursuant to requidnnents in the
TelecommunicationsAot of 19964 'the Commission reduced the frequency'of the- tiled data from
quarterly to annual submissions.S In May 1997 relevant definitions wert Clarified:fw1her and these
changes have been reflected starting with data covering the 1997 calendar year;6 This section
presents data filed for 1998 along with 1997 and 1996 data. All data are subject to revision by the
companies.

The source data usediftpreparing this section can be extracted from an online database
maintained on the FCC website at www.fcc.gov/ccb/armis/db. The data are also available from
ITS, Inc., at (202) 857-3800. The data presented in this section swnmarize ARMIS 43-05 and 43
06 carrier filings. The tables accompanying this section highlight many of the data elements now

2

3

4

6

LEC Price Cap Order, 5 FCC Red 6786. 6827-30. The ARMIS datab~ includes a
variety of financial and infrastructure company mechanized reports in addition to the
quality-of-service reports. Most data are available disaggregated to a study area or state
level.

LEC Price Cap Order, 5 FCC Red 6786,6827-30; See, Policy and Ru/e~Concerning

Ratesfor Dominant Carriers, Memorandum Opinion and Order, 6 FCC Rccr2974 (Com.
Car. Bur. 1991) (Service Quality Order), reconsideratio1l 6. FCC Red 7462 (Co,n. Car.
Bur. 1991). Previously the Common Carrier Bureau had 'collected data ~n five basic
service quality measurements from the Bell oPerating Comf>81lies. These were cUStomer
satisfaction levels. dial tone delay. transmission quality,o"n time service orders. and
percentage of call blocking due to equipment failure.

Telecommunications Act of 1996. Pub. L. No. 104-104. 110 Stat. 56 (1996 Act).

Orders implementing filing frequency and other reporting requirel1lent changes associated
with implementation of the Telecommunications 'Act of 1996 areas f~nows:

Implementation ofthe Telecommunications Acto! 1996: Reform ofFiling Requirements
and Carrier Classifications, Order and Notice of Proposed Rulemaking, 11 FCC Red
11716 (reI. Sep. 12. 1996); Revision ofARMIS Quarterly Report (FCC Report 43-01) et
al.• Order. 11 FCC Red 22508 (Com. Car. Bur.. reI. Dec. 17, 1996); Polfcy and Rules
Concerning Rates for Dominant Carriers. Memoranduql Opinion arid Otder, 12 FCC
Rcd 8115 (reI. May 30, 1997); Revision ofARMIS Annual Summary Report (FCC Report
43-01) etal.• Order, 12 FCC Red 21831 (Com. Car. Bur.• reI. Dec. t6.1(97)C

See Policy and Rules Concerning Rates for Dominant Carriers. Memorandum Opinion
and Order, 12 FCC Red 8115 (reI. May 30.1997).
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received. Tables include data from each major holding company: the regional Ben companies.
GTE (includingContol),andSprint.7

The data items swnmarized in the tables largely contain raw data measurements that are not
scaled by company indexing processes. This removes a degree of procedural variation among
companies. For example, companies file a fairly extensive amount of raw data about switching
outages, including outage duration and number oflines affected.

The data summarized in this section contain sums. or weighted averages, of data reported
by states or study areas and may be useful in assessing overall trends. Where information is
reported in terms of percentages or average time intervals. data presented here are based on a
composite of individual study area data that is calculated by weighting the percentage or time
interval figures. For example, we weight the percent of commitments met by the corresponding
number oforders provided in the filed data.8

The items contained in the tables are summarized below. Installation, maintenance and
customer complaint data are shown in Table 9.1. Switch downtime and trunk servicing data are
shown in Table 9.2. Installation and maintenance data are presented separately for services
provided to end users and for interexchange carrier access facilities. Outage data categorized by
cause are shown in Table 9.3. Customer perception data are contained in Table 9.4 and the
associated survey sample sizes are contained in Table 9.5.

This section has attempted to display data elements that have remained Toughly comparable

In February 1992, United Telecommunications Inc. became Sprint Corporation [Local
Division]; and in March 1993, Sprint Corporation acquired Centel Corporation.
Although Bell Atlantic and NYNEX merged in August 1997, the tables continue to
reflect the merged entities separately. Similarly, SBC and Pacific Telesis facilities are
shown separately despite the merger of the two entities in April 1997.

8 Company composite data were typically recalculated on a consistent basis from study
area data, as a number of company supplied composites could not be confirmed.
Although the companies have prepared their own company rollups, we have discovered
various inconsistencies or inaccuracies in some of these company-preparedccomposites.
We have therefore weighted data involving percentages or time intervals in order to arrive
at the more consistent composite data shown in the tables and expect that the companies
will want to review their procedures for preparing composites. Parameters used for
weighting in this report were appropriate for the composite being calculated and were

based on the raw data filed by the carriers but are not necessarily shown in the tables. For
example, we calculate composite installation interval data by summing the individual
study area results multiplied by the number of installation orders reported for each study
area and then dividing the result by the total number of orders.
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over the past few years. More detailed information on the raw data from which this section has
been developed is contained on the Commission's website for the ARMISdatabase noted a~ve. In
addition, complete data descriptions are available in the Commission Orders referenced above.9

The row numbers and colunms associated with 'the raw source data in the ARMIS 43.()5 report are
included in the descriptionsbelow.10

1. Percent ofInstallationCommitmentsMet

Percent of installations that were met by the date promised by the company to the
customer. It is presented separately for residential and business customers'local
service (row 132, columns f and i or af and ai, respectively) and access services
provided to carriers (row 112, columns a and c or aa and ac).

2. Average InstallationInterval (in days)

Average interval (in days) between theinstaUatioo service or4eJ',and completion of
installation. It is shown separaletyfor access Hrvicesprovided to carriers (row 114,
column a and c or aa and ac) and for residential and business customers' local

9

10

. See footnote 6, supra.

For rows 110-121 in the raw machine rea4able data sets, column a or aa is the first
column; for rows 130 to 151, column d or ad is the first column; for rows 180 to 190,
column k or ak is the first column; for rows 200 to 214, column n or aD is the first
column; for rows 220 to 319 and 333-500, column t is the fttstcolumn;andfor rows 320
to 332, column aa or da is the flrSt column. The companies also file printed copies of
their submissions where rows 110-121 are designated as Table I, rows 130-170 are
designated as Table II, rows 180·190 are designated as Table III, rows 200-214 are
designated as Table IV, rows 220-319 and 333.500 are designated as Table IV-A, and
rows 320-332 are designated as Table V. Note that some of the row numbers in the data
such as rows 142, 143 and 160 do not appear in numerical order. In addition to
definitional wording changes, most of which' are minor. rows Ill, 131. ;160 and 170
(missed installations for customer reasons and subsequent trouble reportS) have been
added with the 1997 data. Many column designations have·also been changed and most
column labels are now preceded by the letter "a". The reader should 'note that there are
variations in numbers of switches and access lines in the various ARMIS reports that may
lead to inconsistencies when comparing data sources; however, these variations are not
believed to be significant enough to alter the observations made in this 'repbrt. Because
the entire row and column descriptions and definitions for each year in question are too
voluminous to reproduce here. the reader should refer to the relevant Commission Order
referenced in a prior footnote describing requirements for the specific data year of
interest.
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service (row 134, columns f and i or af and ai. respectively). Data-on intervals for
missed installations (rows 113 and 133) were replaced by average interval described
above.

3. Average Repair 111terY1ll

Average time (in hours) for the company to repair access lines, including
subcategories for switched access. high-speed special access. and all special access.
Only data for switched and special access services provided to carriers are
presented. (See row 121, column a and c or aa and ac.)

4. Initial Trouble Reports per Thousand Access Lines

Calculated as the total count of trouble reports reported as "initial trouble reports."
divided by the number ofaccess lines in thousands. (Note that multiple calls within
a 30 day period associated with the same problem are counted once, and the mllnber
of access lines reported and used in the calculation is the total number of access
lines divided by 1,000.) This item is subcategorized by Metropolitan Statistical
Areas (MSA) (the sum of row 141, column d or ad and row 141, column g or ag
divided by the sum of row 140, column d or ad and row 140, column gor ag); non
MSA (the sum of row 141. column e or ae and row 141. column h or ah divided by
the sum of row 140, column e orae and row 140, column h or ah); residence (row
141, column f or af divided by row 140, column f or af); and business (row 141,
column i divided by row 140, column i or ai). Note that access lines for data filed in
1997 was requested in whole numbers, but was requested in thousands for prior
years.

5. Found or Verified Troubles per Thousand Access Lines

Calculated as described in item 4, above. Represents the number of trouble reports
in which the company id'ntified a problem (row 141,columnj or aj less row 143.
columnj or aj divided by row 140. columnj or aj).

6. Repeat Troubles as a percent of Initial Trouble Reports

Calculated as the number of trouble reports that recur. or remain unresolved, within
30 days of the initial trouble report. divided by the number of initial trouble reports
as described above (row 142. columnj or aj divided by row 141, columnj or aj).

Provides a measure of the effectiveness of the company in resolving troubles at the
outset Subcategorized by MSA, non-MSA, residence, and business. (Also refer to
the discussion ofdata qualificatioJlsthat follows.)
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7. Complaintsper MillionAccess Lines

The number of residential and business customer complaints, per million abcess
lines, reported to state or federal regulatory bodies during the reporting period.
(Total residence complaints are calculated as the sum of row 331 ,eollunn aa and
row 332, column aa; total business complaints are calculated as the sum of row 321,
column aa or da and row 322, column aa or da).

8. NumberofAccess Lines, Trunk Groups and Switches

The count of in-service access lines (row 140, columnj or aj), trunk gro~ps (row
180, column k or ak), and switches (the sum of row 200, column n or an and row
201, column n or an or the sum of row 210, column n or an through row 214,
COIUlIUlD or an). Trunk groups only includecommon tnmk groups between Local
Exchange Carrier (LEe) access tandems and LEe end offices. Access lines lwere
reported in thousands in pre 1997 data submissions. Starting with 1997 data
submissions access line data was requested in whole numbers. Data for 1995 was
annualizedas the average ofquarterly data.

9. Switches with Downtime

Numberofnetwork swilches experiencing downtime and the percentage ofthe 'total
number of company,network switehes experiencing downtime (row 210; coluntn 0

or ao through row 214, column o'or ao or the sum of roW 200; eolumn 0 or a6 and
row 201, column 0 or ao).

10. Average Switch Downtime in Seconds per Switch

Total switch downtime divided by the total number of company network switches
indicating the average switch downtime in seconds per switch. Shown for all
occurrences (as the sum of row 200, columnp orap and row 2&1 , column p or ap,
multiplied by 60 and divided by the sum of row 200, <:olumnnM an and row'20l,
column n or an) and for unscheduled occurrences greater than 2 minutes (as derived
from rows 220 through 319 and rows 333 through 500, eolumns t through z in the
source data divided by the sum of rows 200 and 201, column n or an).

11. Unscheduled Downtime Over 2 Minutes per OccUlTence

Numberofoccurrencesofmore than 2 minutes duration that were unschedulea. the
number of occurrences per million access lines, the average ntiil'lber of minutsper
occurrence, the average number of lines aft'ectedper occurrence, the average
number of line-minutes per occurrence in thousands. and the outage line-minutes
per access line. For each outage, the number of lines affected was multiplied by the
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duration of the outage to provide the line-minutes of outage. The resulting swn of
these data represents total outage bile-minutes. This number was divided by the total
number of access lines to provide line-minutes-per-access-line,and, by the n1Jl1lber
of occurrences, to provide the line-minutes-per-occurrence. This categorizes the
nonnalizedmapitude of the outage in two ways and provides a realistic means to
compare the impact of such outages between comPanies. A separate taDle is
provided for each company showing the number of outages and outage line-minutes
by cause. (These items are derived from data in rows 220 through 319 and 333
through 500, columns t through z, in the source data).

12. Scheduled Downtime Over 2 Minutes per Occurrence

Determined as in item 11. above, except that it consists of scheduled occurrences.
(These items are derived from data contained on rows 220 through 319. and rows
333 through 500, columns t through z, in the source data).

13. Percent ofTrunk Groups Meeting Design Objectives

The percentage of trunk aroupsexceeding an industry standard for blocking over the
reporting interval, calculated as the sum ofrows 189 and 190, column k, divided by
row 180, column k for 1995 data and the sum of rows 189 and 190. colUJlln ale
divided by row 180 column ak starting with 1996 data. The tnmk groups measured
and reported are interexchange aCcess facilities. These represent only a small
portion ofthe total trunk groups in service.

Oualifi"ationsand Analysis

Readers should be aware of potential methodological shortcomings and .inconsistencies
associated with use of the service quality data presented in this section. First. carriers periodically
revise submitted data as problems are discovered and data presentedhere may contain errors or may
not reflect the latest updates. Second, although the data are subject to an initial screening by
Commission staff and certain problems may have been corrected in carrier-submitted revised
filings. there are still potential flaws in the data that will only become apparent when users subject
the data to further analysis or compare it with data from other sources. II

Third, Commission staff members have recalculated holding .company totals or data
composites and these might not match company-filed totals or composites. 12 This is primarily due

II

12

For example, small variations between GTE prepared composites and those that we
calculated independently appear to have been caused by incltlSion or exclusion of data
from study areas such as Micronesia (GTMC) and Alaska (GTAK).

Recent Commission orders have modified definitions in the data collection process in an
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to calculationvariatiOllS regarding, e.g., percentagesor avenage intervals thatreqUire\veighting in
the calculations. Canienhave~ earlier filings numerous times. Thedatll<pltsented here
typically reflect data updates filed with the ilnciustryArullysis Divmonas of Septemblt 1999. We
therefore caution the reader that some of the problems that may be discovered incoriftection with
the data presented here resulted Born differences in aggregation metI\edoIbgies,errms including
data irreguJarities,or data revisions that either couldnot be used or were not available in time for
use in this section.

Fourth, outage measurements should be considered in context. For example: the average
number of lines affected per event would tend to favor a company with a larger number of smaller
or remote switches with lower line counts per switch. while the average outage 'dUration might
favor a company with larger switches. Thus, using the average number of lines per event
measurement, one 25,000 line switch that is out ofservice for five minutes would apptar to have a
greater service impact than ten 2,500 line switches that are out of service for five minbtes. That is
why we present a grouping of outage meas~mentsthatinclude the outage line-minutes per event
and per 1,000 access lines. We have also added the number of outages per switch as another metric
for measuring a company's perfonnance.

Notwithstaodingthese qualificaticms, we believe that the publication·of this information has
promoted company responsiveness and. thereby, has assisted in the elimination of errors that were
not identified by earlier screenings or that could only be identified by the companies themselves.
Over the years many .ofthe companies have filed numerous adjustments or correctionsofquality of
service data. Therefore, except 'in the calculation of company cmnposites, we have 'Dot, in most
cases, deleted or adjusted data. We have, however attempted to include the latest available filed
data in the preparation of this section. It is expected that the data correction process will continue
as new problems are identified. 13 We also note' the following specific caveat: responding to

attempt to remove perceived ambiguities. We note, however. that because this report
contains many items whose composites are calculated as weighted sums or hverages, we
have recalculated company composites for this section 'to 'improve consistency and we
have pointed out general cautions in using the data. We expect thatthis wilFbe useful to
the companiesiD their review of internal processes assoCiated with cllculation of
composites and may enable us to use company-calculatedcomposites in the future.

13 While most data corrections appear to be relatively minor, in a few instances we have
noted more significant adjustments to prior data. For example, 1997 NYNEX complaint
data was revised downward to values nearly half of what was providedprevi0USly.
Although the adjustment significantly reduces absolute complaint levels, absolute levels
still remain high. The company notes that data excludes complaints "related to
unauthorized carrier changes (slamming) which have not been excluded in previous
filings." It is unclear whether or to what extent other factors have cofttributed to the
adjustment. The company simply states that the data wBS revised ftinaccordance with
regional guidance on reportable service quality complaints."
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trouble reports is a process that can be affected by various externalities such as ·adverse weather
conditions. Also, resPQDSe times seem to be affected by such factors as company size and other
company specific characteristics or factors. 14 As a result, we advise the reader to remember that
slower responsiveness to problems in service quality should not be confused with a lack of
responsiveness.

This section presents data that reflect several different ways of measuring switch outages.
including line-minutes-per-access line and line-minutes-per-event. Outage line-minutes is a
measure that combines both duration and number of lines affected in a single pat!ameter. We
derived this parameter from the raw data by simply multiplying the number of lines involved in
each outage by the duration of the outage. summing the resulting values and dividing the sum by
the total number of access lines or events. Because outage measurements tend to exhibit more
variability than other measurements. we have presented several calculations showingthe results in
the tables. Improvements in responding to outages by some of the reporting companies may be
associated with efforts to improve switch reliability, including working with manufacturers to
replace poorly performing switches~ to improve performanceofexisting ones. IS

Because performance within any single data category may vary over time, evaluating a
given company's performance by looking at a single measurement may be misleading, especially
considering that long lead times might be needed to correct certain problems or that corrections
might already be underway. On the other hand, problems that are observed in several service
quality measurement categories could also reflect overall service deterioration. We believe that
customer complaint and perception levels should be viewed in the context of other, measures of
performance. However, we have found that it is practically impossible to asceftain whether
changes in aggregate customer complaint levels result from developments in a single problem area
or reflect a perception of a wider ranging set of problems.- For these reasons and beQause data are
now filed annually rather than quarterly we recommend the use ofboth trend and pattern analysis of
the data.

lot

15

SBe and Pacific Telesis had. for example, attributed high levels of trouble reports to
severe weather conditions when data were submitted quarterly. While the reduced
frequency of data now filed reduces the number of data points available for trend
analysis. it also smooths out the effects of seasonal and weather related problems.

GTE representatives met with the staff last year to express concerns about presentation of
its outage data in this report. asserting that the raw number of outages taken out of
context would result in GTE appearing worse than other companies due to the large
number of small and remote switches in its territory. The use of a menu of data elements
as a description of outage performance actually tends to portray performance more
equitably for all companies and reduces reporting bias that would tend to result from a
more limited description of the data.
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Finally, one oftbemeasurementsfor Which service qwdity data are collectedil the number
of service·affectiDgtrouble reports initiated by customers. Because oftbevarious claAifications of
trouble reports, the Commission's May 1997 Order addressed problemstelating to subtleties in the
definitions associated with the tenns "initial" and "repeat" trouble reports.16 This andoother issues
were addressed in an October 1993 Order modifying filing requirements and were the sut6~ct of
further clarification and expansion in subsequent orders leading to the reporting of a new category
ofrecurring trouble reports. 17

All of these reflections and observations essentially relate to the issue 'of maintaining the
necessary continuity ofdata measurement. While an attempt has been made to preserte continuity
up to this point, detection of errors and changes in reporting requiremerits that·· are deemed
necessary to deal with price--eap and other requirements will introduce discontinuities into certain
time series data or eliminate certain items ofdata entirely.

In addition, changes in technology have compelled changes in measurements reqUired to
adequately monitor service quality.18 Compounding this problem is tke· fact that the companies
themselves periodically wish to change their internal measurement pr~edures. from which
regulatory data are drawn, adding difficulty to long-tenn measurement. 19 In some<:~s procedural

16

17

18

19

See Policy and Rules Concerning Rates for Dominant Carriers, Memorandum Opinion
and Order, 12 FCC Red 8115. 8133 (reI. May 30, 1997); Revision of ARMIS Annual
Summary Report (FCC Report 43-01) et al., Order, 12 FCC Rcd 21831, 21835 (Com.
Car. Bur., reI. Dec. 16, 1997). See also Federal Communicatior.s Commission, Industry
Analysis Division, Quality-ol-Service for the Local Operating Companies Aggregated to
the Holding Company Level, released March 22, 1996 (mimeo 602681' for further
discussion.

See Policy and Rules Concerning Rates for Dominant Carriers, Memorandum Opinion
and Order, 8 FCC Rcd '7474, ~ 26 and attachments (1993). See also Revision ofARMIS
Annual Summary Report (FCC Report 43-01) et al., 12 FCC Rcd 21831 (introducing
reporting of "subsequent" troubles).

For example, there has been a lack of infonnation on digital transmission characteristics
particularly with respect to performance of high-speed data modems used on analog lines.
This lack of infonnation and associated customer confuSion may contribi.ttt to adverse
customer perceptions. Furthermore. adequate public infonnation on the performance of
analog loops in terms of their perfonnance when used with a data modem could provide a
stimulus for the proliferation ofdigital and fiber subscriber loops.

For those interested in trending custOMer perception data in this report with tlmt available
in prior Reports it should be noted that Belt: Atlantic, for example, reported changes to its
customer perception surveys that were reflected in its post-l 990Ldata, andPaeific Telesis
had noted changes effective in January 1992.

9 -10



changes in the data measmement and collection process may be subtle enough so that they are not
immediately noticeable in the data. Significant changes in company procedmes, however, usually
result in noticeable and abrupt changes in data levels. It appears that at least some of these changes
are not reported to the Commission. These factors tend to limit the number of years of data
available to track service quality trends and will affect the frequency and availability of swnmary
reports that are prepared by the Commission. Although the Commission has made every effort to
standardize and rationalize data reporting over the years. given the nwnber of changes to the
reporting regimes and predictable future changes. one should not assume exact comparability on all
measurements for data sets as they are presented year by year.

It is our experience that service reliability data are. by their nature. subject to a greater
volatility than other types of company data. As a general rule. one should be cautious about
interpreting individual measmements until one develops a sense of what the data measurements
disclose about company performance. It should also be notedtbat significant problems often do not
occur alone and are associated with degradation in several measured areas. While improvements in
some areas have been noted and possible problems highlighted by the data presented in this section
appear to be scattered, the data suggest that some of the companies may be experiencing more
significant problems than others. In generaL it appears that increasing installation intervals and
outage durations, as well as more repeat troubles and complaints have been appearing more
consistently in some of the collected data.20 We also note that for some of the companies,
installation intervals associated with services provided to interexchange carriers have tended to
increase. While these observations may assist the reader in understanding overall changes in service
quality, a more detailed analysis ofpossible company problem areas would require further study.

20 For example, data covering Ameritech,Bell Atlantic's notthemNYN~ ~IT~ aJ.d GTE
appear to have exhibited increasing average outage duration d~ng 'the periof 1996-1998.

9 - 11



Table 9.1(a): Company Comparison - Installation, Maintenance, & Customer Complaints -- 1996

Company Ameritech Bell Atlantic BellSouth NYNEX Pacific SBC us West GTE Sprint

ACCESS SERVICEi~o TO CARRIERS - SWITCHED ACCESS
Percent Installation Commitments Met 61.1 88.1 98.3 78.5 92.8 88.9 85.8 97.0 96.8
Average Installation~.1 (days) 54.2 29.0 24.9 58.2 37.9 30.2 18.8 32.2 4.3
Average Repeir 1nter4i (houra) 28.0 9.3 2.1 59.5 21.5 3.6 8.1 13.4 3.8

ACCESS SERVICES PR(MOEO TO CARRIERS - SPECIAL ACCESS
Percent lnstdationCotllmitmenls Met 87.9 92.4 89.2 77.5 93.6 80.9 83.8 92.3 97.0
Average Installationlfttlrva! (days) 18.4 14.6 13.2 28.3 22.6 0.0 14.2 11.5 6.2

Average ReP* """"1hours) 3.7 2.5 3';3 10.7 4.7 2.1 6.1 8.' 3.1

LOCAL SERVICES~D TO RESIDENTIAL AND BUSINESS CUSTOMERS
Percent Inst8Hation eorn,.itmenIs Met 98.3 99.1 98.7 98.1 99.0 99.0 97.8 98.0 98.8

Residence 98.4 99.2 98.9 98.5 99.0 99.1 98.3 98.3 99.0
Business 97.1 98.3 97.5 96.0 98.7 98.1 94.3 95.6 97.8

ii
Average Instaliatlon lritefval (days) 2.2 1.6 0.7 3.1 2.2 0.7 1.3 2.8 2.9

Restdence 2.0 1.5 0:8 t.9 1.9 0.7 0.7 2.6 2.5

a-lness 3.5 2.6 1.4 5.3 3.4 0.7 3.4 4.2 5.1 ,I

'\Inlti.Trouble Repol'tl per Thousand Lines 218.9 178.1 277.8 221.6 126.3 244.3 19:1.2 201.0 222.6

TotalMSA 217.1 179.5 263.5 21~9 126.0 245.0 186.3 191.7 212.8
IITotal Non MIA 238.7 159.9 360.' 265:0 132.7 240.8 201.9 22if.1 234.8

Total Residence 281.6 216.3 313.0 269.9 153.8 296.9 221.2 222.8 254.1
Total Business 103.3 112.8 195.8 131.4 79.0 129.2 122.0 143.9 140.3

Troubles Found per Thousand Lines 141.8 99.4 136.6 124.1 93.6 166.4 121.4 150.0 166.5
Repeat Troubles as a:,>cC of Trouble Rpts. 16.7% 37.5% 17.4% 22.", 15.9% 15.1% 31.2" 15.~ 12.7%

Total Residence 16.7% 39.9% 18.0% 22.0% 15.6% 15.4% 30.3% 14.7" 13.'"
Total Business 16.3% 29.4% ".4" 23. '" 16.9% 13.2% 34.9% 16:3" 10.6%

Res. Complaints per "I~~. Access Lines 174.3 112.6 65.2 1,047.7 13.4 42.2 731.6 165.8 12.1
Bus.Complalnts per MilI....... Acces. Lines 29.1 24.6 31.7 479.3 5.2 17.6 419.5 86.8 5.2

Please refer to text for notes and deta qualifications
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Table 9.1(c): Company Comparison •• Installation, Maintenance, & Customer Complaints - 1998

Company Amerltech Betl Atlantic BetISouth NYNEX Pacific SBC US West GTE Sprint

ACCESS SERVICES PROVIDED TO CARRIERS - SWITCHED ACCESS
Percent Installation Commltn'Htnts Met 38.4 85.6 98.3 96.1 69.5 73.2 82.4 95.3 81.8
Average Installation Interval (days) 53.5 32.0 24.6 36.5 33.9 30.8 38.8 26.7 23.9
Average Repair Interval (hours) 21.9 6.4 2.2 10.2 9.5 3.2 10.7 14.8 7.0

ACCeSSseR~ f;'ROVlDEQ .1'0 CMR,lERS - SPECIAL ACCESS
Percent,....~.~ ..., 93.8 B7.0 85.1 98.2 89.3 87.4 BI.7 81.1 78.8
Average lnsbIIIaIIon Ir8rvaI (days) 14.6 17.4 14.7 22.0 20.1 0.0 22.3 14.8 13.9
Average."" Interval (houn) 3..1 2.4 3.7 3.3 4.7 2.2 4.' 7.8 6.a

LOCAL8SQ'~ PR()~D TO....TIAL AND BUSINESS CUSTONERS
Percent "'&811811..C~nllIlIet 947 98.2 98.4 9B.2 98.7 98.8 91.2 98.0 98.4

Residence 98.8 98.7 98.6 98.3 98.8 98.9 98.5 98.3 98.5
BuslfleH 97.8 95.0 96.8 97.4 97.9 98.1 96.4 95.7 97.6

Average InsUIIation Interval (days) 2.3 2.4 0.' 1.2 2.4 0.7 1.8 3.0 4.1 I:
RflIII.. 2.2 2.2 Al7 1.1 2.2 0.7 1.3 2.' 3.9 I

I:

BusIntH 2.9 3.4 1.4 1.6 3.8 0.8 3.1 4.3 5.4
II

Initial Trouble Reports per Thousand Lines 216.9 154.6 286.5 190.7 155.7 223.9 196.0 201.9 240.7 Ii
T*_ 213.2 155.0 262.5 190.6 NA 195.3 192.9 191.2 234:7

IT__MlA
2M. 1 14'.4 375.2 191.6 NA 375.4 207.3 232.0 253:2

T"~ 277.5 195.2 326.5 232.1 NA 265.1 234.4 224.4 277.5 i
TcUi.Buslness 1•.5 84.4 173.9 114.6 NA 125.7 113.' 142.5 144.4 I

I:
T~FoundperT~."'. 151.5 ICU.3 145.0 135.6 1OS.2 157.2 132.3 201.6 2OS.0
Repeft T,.... as a Pc-.·ofTr~ ApIa. 16.T" 20.4" 17.7% 19.2% 18.5" 15.2% 35.5" NA 12.2%

Total Residence 16.9% 20.8% 18.2% 19.6% 19.1" 15.5" 34.9% NA 12.8%
T........... 16.• 18.8% 15.• 18.1% 16.~ 13.5% 38.", NA 9.1"

Res. C......... per Mill. RIa. ~.Unes 182.5 15114 , ....3 245.3 51.1 53.2 722.4 131.3 125.1
Bus.Com,,- per_.~,..J.cc,,~ 73.1 30.3 40.9 109.3 14.1 23.0 338.8 127.6 59.2

Please refe{ talext for notes ancI data qualific,tions
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Table 9.2(a): Company Comparlslon - Switch Downtime & Trunk Blocking - 1996

Company Amerltech Sell Atlantic SellSouth NYNEX Pacific SSC us West GTE Sprint

Total Access Lines In Thousands 19,553 20,566 22,017 17,739 20,466 14,104 15,405 17.393 6.956
Total Trunk Groups 1,578 1,677 3,706 1,087 1,956 875 2,555 2.893 1,046
Total Switches 1,410 1,410 1,650 1,274 826 872 1,521 4.396 1.658

Switches with Downtime
Number of Switches 738 609 252 123 149 1,010 889 530 147
As a percentage of Tota' Switches 52.3% 43.2% 15.3% 9.7% 18.0% 115.8% 58.4" 12.1" 8.9%

Avenge SwItctt DOWntime In secondt pit SWitch
For All EventlI 149.4 218.1 236.9 112.9 46.2 437.5 301.2 354.8 351.0
For Unaeheduled Events Over 2 Mlftutes 105.9 192.8 221.4 98.3 15.2 511.2 205.9 338.7 344.1

For UnschedlJled DowntIme MCIre than 2 Minutes
Number of~ or Events 82 25 114 41 14 144 128 288 117
EYeI:'ts per'~S\llitehfl 5.8 1.8 6.9 3.2 1.7 16.5 8.4 6.6 7.1
Events per Millio,l'ActestOfilft 4.19 1.22 5.18 2.31 0.68 10.21 8.31 16.56 16.82
Average Outage Duration In Minutes 30.3 181.2 53.4 49.9 15.0 51.6 40.8 85.7 81.3

I
Awrage U.,.. Atr.cted per Event In Thousands 15.8 23.2 14.4 15.2 29.8 12.3 7.3 5.2 5.5
OUtage U.....nuws p'erEvenl In 11\ousan. 218.5 914.5 334.4 316.6 136.7 459.8 218.7 171.4 219.8
OUtage U......... per t,OOO Access Lines 916.4 1,111.7 1.990.4 731.8 93.5 4,694.3 1,817.4 2,837.9 3,696.5 I

ForSchedultdi~ lion than 2 Minutes I
Number of Occurrentes or Events 186 44 52 25 44 141 256 16 15 1\

Events ptW'fturidred SWitchM 13.2 3.1 3.2 2.0 5.3 16.2 16.8 0.4 0.9

1\
Events per_Ion Accesl Lines 9.51 2.14 2.36 1.41 2.15 10.00 16.62 0.92 2.16
Average Outage Duration In Minutes 2.7 3.0 4.3 9.4 2.8 2.9 3.8 20.2 11.3
Avg. Lines AffeCted per Event In Thousands 19.4 29.4 28.0 49.7 58.3 14.7 6.3 6.9 10.8
Outage Lme:.Mlnutes per Event In Thousands 53.3 94.7 10H 299.6 182.5 58.5 21.1 78.7 44.4
Outage Llnt4Jltnutetper t,.J\ccesil Linn 507.3 202.5 243.0 422.2 392.3 585.3 350.8 72.4 95.8

% Trunk Grps. ExCeeding stocking Objectives 8.05% 16.99" 1.30% 18.22% 6.34" 2.97% 4.77% 3.18" 15.39"

Please refer to text for notes and data qualifications
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Table 9.2(b): Company Comparlslon -- Switch Downtime &Trunk Blocking -- 1997

Company Amerltech Bell Atlantic BeIlSouth NYNEX Pacific SSC USW8st GTE Sprint

Total Acceu L1..... In Thousands 20,335 18,037 23,080 18,339 17,155 15,306 16,132 18,279 7,293
Total Trunk Groups 1,568 '54 3,584 1,064 2.00SI 832 2,818 2,571 3.'24
Total Switches 1,434 1,151 1,654 1,291 810 1,690 1,441 4,402 . 1,605

Switches with Downtime
Number of Switches 761 206 345 258 148 355 910 406 64
A••~OfTot8ISwItches 53.1" 17:99' 20.9% 20.0% 18.~ 21.0% 63.~ 9.2% 4.0%

A........... DON.........uGoniII'..... SWItch
FOr AirEvWds n.9 40.1 314.6 135.6 t3'.9 360.5 112.4 285.1 223.7
For UniICtMlduIed'evenWOver I MInufM 60.4 31.4 298.0 120.0 223.4 322.4 102.8 279.4 226.9

For unscheduled Downdme MOre than 2 Minutes

IINumbefor OCt..,..,cts·or Events 42 16 102 44 15 187 85 225 55
EveftIS per HondriKt'SWItC... 2.9 1.4 6.2 3.4 1.9 11.1 5.9 5.1 3.4 Ii
~_"""'--'1..IneI 2.07 0.89 4.42 2.40 0.87 12.22 5.27 12.31 7.54 I

Average outage Duration In Minutes 34.4 37.7 80.5 58.7 201.1 48.6 29.1 91.1
I

110.4 I

A...L........."'*Ewfit"'~ 13.9 30.5 ,8." 31.9 32.5 7.0 11.0 5.1 9.4 I
~L...........,..av.ntln'~ sit.a 3111.4 H8.9 1,452.3 786.5 256.6 242.2 165.3 763.3

I0utIIfeUne-IIIift_p.t1;000 Accen uMs 698.2 283.3 4,134.5 3.484.5 687.7 3,134.6 1,275.9 2,034.2 5,756.8
i

For SCheduled DoM........Utan 211inutes
Namber-ofGcC~'.I" 45 25 65 32 55 207 143 11 8
EventS'per lfU....S~ 3.1 2.2 3.9 2.5 6.8 12.2 9.9 0.2 0.5
EV8I1tS perMltlloirA~ ..... 2.21 1.39 2.82 1.74 3.21 13.52 8.86 0.60 1.10
Average Outage Dunltion In MlItUtn 3.3 3.7 4.6 5.3 11.6 2.6 3.1 23.2 6.4
Ayt.'tJM'I·~,.. Eftnftft~ 10.6 33.1 31.4 45.3 37.2 8.7 11.3 ".j) 35.7 I!

~t.ltill"'''''''' EverttinJ......... 33;2 '22." 1.~ Ha4 ..- 23;~ 4Q,f 1U 159.1
IidatI8t LiM·...p.r 1.000AcCMtIntt 73.5 169.9 389.5 424.7 1,470.5 315.4 355.9 44.3 174.5 I'II

WTrUMt'tsfpt. ElceedlttO Btoctdftg Objectlv.. 4.~ 35.3~ 1.~ 18.5~ 5.62f' 12.62% 9.08% 1.01% 3.34% II

Please refer to text for notes and data qualifications
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Table 9.2(c): Company Comparlslon •• Switch Downtime & Trunk Blocking·· 1998

Company Ameritech Bell Atlantic BellSouth NYNEX Pacific SBC US West GTE Sprint

Total Access Lines In Thousands 20,790 22,124 23,909 18,714 18,158 15,872 16,859 18,212 7,521
Total Trunk Groups 1,456 1,161 3,535 1,049 2,033 874 2,949 2,577 7,433
Total Switches 1,419 1,337 1,653 1,279 801 1,644 1,446 4,445 1,458

Switches with Downtime
Number of Switches 529 140 148 122 110 261 941 341 127
As. p8rcentag8 of Total Switches 37.3% 10.5" 9.0% 9.5" 13.7" 15.9" 65.1" 7.7" 8.7%

Av...... S\VIta\ OOMItItM In seconds per Swltctl
For All Events 73.0 46.2 106.6 129.5 11.8 496 463.1 591.5 660.7
For UnsctwddlidEvents Over 2 Minutes 64.4 39.2 95.1 121.0 1.6 27.1 320.7 590.0 371.8

For Unscheduhtd DOwntime More than 2 Minutes
Number'~OCcutTences or Events 27 22 79 32 2 28 156 246 83
Eventl Per HunChd Switches 1.9 1.6 4.8 2.5 0.2 1.7 10.8 5.5 5.7
Eventl per Million Access Lines 1.30 0.99 3.30 1.71 0.11 1.76 9.25 13.51 11.04
Average O....'O~ratlonIn lllnutes 56.4 39.7 33.2 80.6 10.5 266 49.5 177.7 101.9 ",.

18.6 2.3 I'
Average Lines AWec:ted per Event In Thousands 27.2 1G.0 22.3 7.2 33.8 12.0 3.'

IiO.ge Llne-MinUtes per Ev.-.t in Thousands 324.8 1,000.4 371.5 2,089.1 75.8 1,106.2 1,071.6 218.2 231.3
Outage Line...... per 1,000 Access Lines 421.8 994.8 1,227.6 3,572.2 8.3 1,951.4 9,915.6 2,947.6 2,553.1 Ii

For Scheduled Downtime More than 2 Minutes "

Number of Occurrences or Events 18 9 30 20 6 48 661 1 58
Events per Hundred Switches 1.3 0.7 1.8 1.6 0.7 2.9 45.7 0.0 4.0
Events ,., Million Aec;.... Lines 0.87 0.41 1.25 1.07 0.33 3.02 39,21 0.05 7.71
Aveta~Outaqe9l.1fadQn In Minutes 3.9 2.9 7.7 5.4 12.5 6.2 3.3 6.0 121.0
AVfl. Lin..A~ per Event In Thousands 15.6 29.2 18.8 58.3 ~.O 27.1 12.5 4.9 6.7
O~ge Line .~~,perEvent in Thousands 54.1 75.3 150.5 337.4 291.2 151.6 39.3 29.4 1,999.4
0 .... Line ".,,\~ per 1,000 Access Lines 46.9 30.6 188.8 360.6 96.2 458.3 1,540.8 1.6 15,419,3

'0 Trunk GI'Pt,~lngBlocking Objectives 1.85" 21.62% 2.09" 11.34" 4.43" 2.29% 16.41" 0.12% 0.55"

Please refer to text for notes and data qualifications
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Table 9,3(a): Company Comparison - Switch Downtime Causes·· 1996

243.0 422.2 392,3 585.3 3MJJ 72.4
0,0 0.0 0.0 68 38.3 1094

352,0 9.3 6,8 3110 41.0 127.6
192,0 52.4 19.6 65.3.7 116.3 14
36.8 20.3 18.2 1112 0.0 222.6

133.6 15.9 4.2 1776 436.5 713,6
31.4 0,0 0.0 47.6 0.0 00

331.4 134.5 310 25.30.6 327.3 1406.0
759.5 45.5 00 528 714.1 1706

0,0 0,0 0,0 0.0 0,0 0.0
0.0 0.0 0,0 0.0 41.0 9.1
'0.0 224.5 0.0 0.0 47,5 57.5
0.0 0.0 0,0 791,2 0.0 20,0

12.9 43 0.0 11.9 0.0 0.0
140,8 225.1 13,7 00 54,9 0.0

Amerltech Bell Atlantic BellSouth

186 44 52
9 3 0
3 1 25

25 2 18
103

23 1 19
225

16 10 24
2 3 8
000
100
o 0 0
000
o 0 1
o 3 11

Sprint

15
13
3
7
6
7
5

31
17
o
1
2
2
3

20

95,8
275.8
100.4'
46.4

128.5
81.5
45,8

995,7
679.4

0.0
0.8

BO.5
195.0
648.2
418.4

SBC USW..t GTE

141 256 16
4 10 14
5 9 17
4 2 2
3 0 11

85 45 74
4 0 0

14 18 137
9 2 16
0 0 0
0 1 1
0 2 11

15 0 5
1 0 0
0 39 0

25 44
o 0
2 1
5 1
2 1
2 1
o 0
7 4
8 0
o t1
o lJ
3 a
o 0
1 0

11 6

NYNEX Pacific:

201·5
136.4
112.0
141,7

0.0
2.7

69.0
351.9
273,3

0.0
0.0
0,0
0.0
0,0

24:1

5073
83.7
84.5

106.'S
0.2

403..8
7.'7

212.6
8,3
0.0
B.8
0,0
0.0
00
0.0

Company
TOTAL NUMBER OF OUTAGES

1. Scheduled
2. Proced. Errors - Telco. (1nstMaint.)
3. Proced. Errors - Telco. (other)
4. ProcedUt'lll Errors - System Vendors
5. ProcMuraI Errors - Other Vendors
6. SoftvNe Design7."......,....
8. H......Faihn

";~"
10.T'"

l1,E~""I"." ".
12.·.....~.,.......
13. of,. fV,.•..,.'u.:.e~... tA-..:..',",

~ ~
14.~· ..
15.·oth.riU,*.

TOTAL OUTMI£t.tMi!'-NuTES PER THOUSAND ACCESS LINES
1. Scheclul!d
2. p~; ~trors -Tt'ko,~nt.)
3. procW,.*rren -TiJcO· (()JIher)
4. ~Irrors ~S~"'" Vendors
$, ~'I!mn -oe.w~

6~~0Is ....
7.~ ...... ' ,......
9 ·~'
10. Traffic Overload
f1( 'e1tY.......... "
ft.~~F.....
"f3,"ii~~!

14. Remote
·11.'~

~'l ~',nlf;~:~j.<,,;

Please refer to text for notes and data qualifications

<~ ,V.~~~·t4,>':t~.
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Table 9.3(b): Compa'1Y Comparison -- Switch Downtime Causes - 1997

Company Amerltech Bell Atlantic BellSouth NYNEX Pacific SBC US West GTE Sprint
TOTAL NUMBER OF OUTAGES

1. Scheduled 45 25 65 32 55 207 143 11 8
2. Proced. Errors - T.lco. (InsllMalnl) 4 0 0 4 1 2 0 22 5
3. Proced. Errors - T.lco. (Other) 3 3 14 0 2 2 5 6 2
4. Procedural Errors " System Vendors 4 2 15 4 3 2 0 4 5
5. Procedural Errors - Other V.ndors 0 1 3 3 0 5 0 6 1
6. Softw.... Design 9 1 23 2 0 147 30 47 5
7. H....." cte.ign 0 1 3 4 0 2 8 0 0
8. Hardware Failure 20 4 35 11 4 12 32 109 12
9. NaaunlI.e- 0 0 2 1 1 4 0 12 8
10. Traffic Overload 0 0 1 0 0 1 1 0 0
11.,E~ 1 0 0 0 0 1 0 2 0
12.~ PowtJ Failure P 0 3 4 0 1 4 15 4
13...... UneOutage 0 0 0 0 0 6 0 2 4
14. Remote 1 0 0 0 1 0 5 0 2
15. otherlUnknown 0 4 3 11 3 2 0 0 7

TOTAL oU.TAGE UNE-IIINUTES PER THOUSAND ACCESS UNES
1.~ 735 169.9 389.5 424.7 1470.5 315.4 355.9 44.3 174.5
2. P~. Erro,. - T~. (InsUMainl) 5.4 0.0 0.0 167.9 28.1 1.3 0.0 166.8 54.7
3. ~. Errors - tel,co. (Otbltr) 6.9 87.6 133.2 00 493 437.5 386.4 90.4 35.5
4. Pr~,,"1 Errors - System Vendors 1795 97.1 I?O.1I 1892 911.4 5490 0.0 41.1 205.9
5. Procedural ~.,.ors - Other Vendors 00 9.4 150.1 97 0.0 59.5 0.0 851 29
6. Software DeSign 74.2 60 528.5 14.7 00 1026.9 25.3 3603 5880
7. Hardwar. design 0.0 32 342.3 1549 00 131 131.5 00 0.0
8. Hardware FaHure 4279 480 388.2 4773 8.7 4212 426.1 10479 3709
9. Nldufal Causes 0.0 0.0 1750.0 82.3 0.3 3512 0.0 640 505.9
10. Trafftc~ 0.0 0.0 47.3 00 0.0 152 04 00 00i ;. .ct.. ":', .. " ~ .•..".d':., ~

11.l;n!Iro~"",,'" 40 0.0 0.0 00 0.0 53.3 00 259 0.0
12.~~F.Hure 00 0.0 597.1 1046.4 0.0 09 264.9 1437 21779
13.~Ive Line Outage 00 0.0 0.0 0.0 0.0 169.5 0.0 9.1 1419.8
14. ftem:t. . 0.3 0.0 0.0 0.0 118.0 0.0 41.4 0.0 9.1
15. otMrlUnknown 00 32.0 127.0 1342.1 3850 360 00 00 386.1,-" .

Please refer to text for notes and data qualifICations
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Company Comparison •• Switch Downtime Causes·· 1998Table 9.3(c):

Company

TOTAL NUMBER OF OUTAGES
1. Schetluled
2. Proced. Errors·· Telco. (InsUMalnl)
3. Procecl. Errors - Telco. (0tIw)
... Procedural Errors - System Vendors
5. Proc..... Errors - Other V-..dors
6. Softwafe Design

7'~"1gn•. ~".nur.
•. N~·~
1G.T...·P't~
11.~1
12. ~~'~,failure
13. _ ..LIM OUtage
1... Rtmot.
15. OtMrIUnknown

TOTAL out_.....J,q,P~ THOUSAND ACCESS LINES

1.~~~... .
2.~ I!«ronl. - T"o. (In1ltJMa1nl)
~. p~~-~.~COd-)
... P~,,~ Errors -Syattm Vendors

5. ""~f-.I"'-QherV"""
6. S""oeslg"
7 ...
••~F ure
9·,~,~ ... ·.,s
10,~.(~~.
11.~

12. e;••'~JF""'"
13·._"'4~
1.......
1S.~..

Amerltech

18
1

5
3
a
4
a

11
3
a
a
D
a
a
o

46.9
67.5.
75.9
2.7
0.0

48.8
0.0

168.7
58.2
00
0.0
0.0
0.0
0.0
0.0

Bell Atlantic BeIISouth NYNEX Pacific

9 30 20 6
0 0 7 0
2 12 0 1
2 9 2 0
1 3 1 0
4 23 1 0
1 3 a 0

10 22 10 0
0 1 2 0
a 0 0 0
0 0 0 0
1 3 2 0
a 0 0 0
0 3 0 0
1 0 7 1

30.6 188.8 360.6 96.2
0.0 00 1860.1 0.0

26.7 338.6 0.0 2.~

10.0 89.1 5.0 0.0
16.8 31.7 56 0.0

624.4 154.4 8.4 0.0
73.7 37.7 00 0.0

100.1 224.7 49.4 0.0
0.0 1.6 589.1 0.0
0.0 0.0 0.0 0.0
0.0 O.fJ O.fJ 0.0

141.2- 330.2 134.8 0.0
0.0 0.0 0.0 0.0
0.0 19.6 0.0 00
1.8 0.0 919.8 5.6

I:
sse USW..t GTE Sprint II

48 661 1 58

I3 a 9 10
4 21 13 2 I
4 1 5 4 II
1 3 7 a

II
4 24 25 7
1 9 0 1

10 69 110 19 I!
0 9 51 6 II
0 0 a a

II1 a 2 3
a 14 18 7 ila a 6 9
0 2 0 0
0 4 0 15

483 1540.8 1.6 15419.3
525.0 0.0 76.7 555.7
100.4 42.0 102.3 19.8
427.8 15.6 14.5 27.5

"0.9 63.3 167.8 0.0 il
318 152.0 380.2 68.3 II
50 32.0 00 0.3 'I

803.5 6922.0 874.0 759.6 11

0.0 1144.8 1222.3 561.7
:\

0.0 0.0 0.0 0.0
570 0.0 38.2 78.fS
00 1151.0 59.2 111.0
0.0 0.0 123 234.8
0.0 4.2 0.0 0.0
0.0 388.7 0.0 135.9

Please refer to text for notes and data qualifications

hUt'H~''f~'''-;-- tl:\,l;(Yt1lil'
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Table 9.4(a): Company Comparision -- 1996 Customer Perception Surveys Percentage·of Customers Dissatisfied

Company Ameritech Bell Atlantic BellSouth NYNEX Pacific SBC US West GTE

Overall:
Residential 2.90 2.25 6.28 3.83 3.99 7.12 8.79 3.68
Small Business 2.36 5.96 12.10 3.74 5.39 6.72 12.55 6.08
Large Business 10.86 9.18 3.92 20.24 6.21 8.21 NA 1.34

Installations:
Residential 4.13 8.66 5.19 14.13 3.10 5.83 5.37 7.53
Small Business 8.20 6.48 3.47 20.53 4.54 6.89 11.58 14.23
Large Business 9.38 11.36 NA 23.42 7.42 11.21 NA 1.18

Repairs:
Reskfenfiat 9.55 20.69 8.72 27.33 7.41 8.44 10.66 12.83
Small ...nes. 10.88 9.20 4.32 23.37 7.61 6.57 12.92 13.86
Large Business 11.83 13.17 NA 30.07 7.93 7.94 NA 1.32

Busines~ Office:
R-*'d.ntlat: 5.94 11.17 5.21 18.90 2.07 7.15 2.23 2.08smaI..,... 6.02 5.22 2.31 15.86 4.02 6.64 3.59 4.62
UiiPW&8iness 13.37 9.79 NA 12.51 2.70 13.78 NA 0.26

Please refer to text for notes and data qualifications
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Table 9.4(b): Company Comparision -- 1997 Customer Perception Surveys Percentage of Customers Dissatisfled

Company Ameritech Bell Atlantic eellSouth NYNEX Pacific SBC US West GTE

Installations:
Residential 5.52 3.11 5.73 11.54 4.18 5.52 4.90 7.77
SmallSUsiness 10.24 7.82 5.83 17.13 6.15 6.36 11.98 13.97
Large Business 10.33 9.29 4.49 16.92 7.80 11.85 NA 6.41

Repairs:
R........ 10.38 8.34 8.54 21.38 10.57 8.03 7.07 11.82

I.......... 11.13 10.30 7.31 20.21 8.71 5.73 8.05 13.75............. 15.82 9.04 5.62 20.24 9.60 8.07 NA 6.75 Ii
II
\.
i

Business Office:
Redtential 8.24 3.47 6.11 14.0~ 2.65 6.64 2.04 2.16
StMtI·~ 8.55 6.21 6.18 14.50 5.04 5.~3 4.42 5.55
Large_lfte.. 9.54 5.75 4.15 18.22 7.10 15.41 NA 0.00

Please refer to text for notes and data qualifications

';')f'~' \
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Table 9.4(c): Company Comparislon •• 1998 Customer Perception Surveys Percentage of Customers Dissatisfied

Company Ameritech Bell Atlantic BellSouth NYNEX Pacific SBC US West GTE

Installations:
R..ldential 7.71 3.86 6.84 4.42 7.15 4.98 4.77 7.39
Small Business 10.83 7.05 7.18 8.13 9.86 6.43 11.97 13.14
Large Business 10.77 11.04 3.88 7.88 8.33 6.28 NA 4.06

;
'.

Repairs:
IReaidentiaI 12.39 12.28 10.19 12.69 15.57 7.59 7.65 11.00

f

.sm.u ....... 11.71 10.46 8.30 11.43 9.72 5.95 8.54 12.52

..... eu.iness 12.60 14.58 5.38 13.25 9.57 8.03 NA 2.49
II
II
!I

Business OffIce: .,
,IResIdentIal· 8.91 5.35 7.60 6.76 6.76 6.32 2.14 2.13 ·1

$RId ....... 9.61 9.52 7.99 8.11 9.36 5.80 5.02 4.76
II

'I
La........lnes. 9.27 11.61 4.28 8.17 7.68 5.34 NA 1.47

I

Please refer to text for notes and data qualifications
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Table 9.5(a): Company Comparision -- 1996 Customer Perception Surveys Sample Sizes

Company Ameritech Bell Atlantic BeIlSouth NYNEX Pacific SBC US West GTE i

Overall:
Residential 7,269 4,486 159,902 3,805 70,539 59,701 7,496 13,838
Small Busines. 6,530 2,768 . 120,400 3,156 68,727 59,740 7,451 13.204
Large Busines. 5,001 554 8.863 8,054 499 12,922 NA 1.090

InstaliatioM:
Residential 23,050 18,724 57,596 39.524 30,444 19,362 4.053 14,104
Small Busin... 5,839 17,828 85,446 35.171 29,532 19,781 3,965 14,059
Large Business 1,201 1,163 NA 5,300 485 6,938 NA 806

Repairs:
Re8idential 23,170 18.8S3 57,615 50,427 19.495 19.933 3,443 13.826SIMI ....... 5,916 17.7(1' 66,221 34,684 22.021 20.061 3.486 13.913
.... Bu..nes. 1,200 980 NA 4,492 479 s,{)96 NA 799

Busines. Office:
R..........I 14.792 14.368 37.5n 20,526 20.600 20,406 4.051 14.013
$fMHBuatn.. 6.530 12••7 91.671 9.675 17.174 19.898 3,840 '.5474UleBus...... 800 622 NA 3,502 40B 3.372 NA n4

Please refer to text for notes and data qualifications
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Table 9.5(b): Company Comparislon -- 1997 Customer Perception Surveys Sample Sizes

Company Ameritech Bell Atlantic BellSouth NYNEX Pacific SBC US West GTE

Installations:
Residential 38,296 18,735 56,352 32.065 30.319 18.900 4,306 16,302
Small Buslne•• 13,493 12,913 39,077 30.125 32.561 19,346 3,597 16,612
Large Buslnes. 1.839 827 NA 5.879 884 5.285 NA 859

Repairs:
Residential 43.567 18.993 55,983 32,351 18,919 19.126 3,987 17,256
Small Busines. 20.501 17,809 18,266 30.776 24.135 19.052 3,677 16,272
Large Bu.iness 2.370 741 NA 5.292 792 3,779 NA 787

I
Bu.lnes. Office:

il
....nU.1 26,255 16,170 32,700 22,508 20.722 19,067 4.311 16,168
~Elu.in... 4,037 12,650 22,780 10,614 19,192 19,399 3,574 12,244 Ii.... SUSine•• 1,237 7~ 5,059 2,832 794 2,303 NA 4

:1

Ii
II

Please refer to text for notes and data qualifications
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,I

Table 9.5(c): Company Comparlslon - 1998 Customer Perception Surveys Sample Sizes
Ii

Company Ameritech Bell Atlantic BellSouth NYNEX Pacific SBC US West GTE
II
!I
II

Installations: II

I'Re.identlal 28,568 12,767 49,182 17,865 18,905 13.426 2,361 27,277 ,I
Small Business 27,746 12.627 26.156 17,465 18,223 16,197 2.584 27.328 1

Large Business 1.421 2,304 NA 2,518 3.625 6.222 NA 926 i
I
I
I

Repairs: IResidenti.I 28,637 12,747 49,579 17.877 18,480 18.927 2,414 27.362 Ism........... 27.749 12,609 22,316 17,825 17,106 16,255 1,921 27,291
Large Business 992 2,051 NA 2,359 3.680 5,067 NA 843

Business Office:
~, 38,889 25,888 31•• 20,. 19,.8 24,745 2.358 27,054
~...... 13.1. "2M 20.~7: 7.887 17.412 24.612 2.583 18,678
LAqJe~. 814 1,50$ 1,OfT 1.5t9 4.857 1.648 NA 919

Please refer to text for notes and data qualifications

<',:t~

!tJ~~·I} -}~U~
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